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ABSTRACT 


The main purpose of the current research is to investigate the effect of the 


consumer's personality characteristics and the relationships perceived by 
him on the willingness to change the brand, taking into account the 
moderating role of the severity of service weakness in the insurance 
market. For this purpose, the statistical population of liability insurance 
policyholders of "A", "B" and "C" insurance agencies and branches in 
Tehran city in 2009 was used and 180 samples were selected by a non- 
relative stratified method and the necessary information was obtained 
through a questionnaire. In order to analyze the data and statistical 
analysis, partial least squares method was used and the data were analyzed 
using PLS software. The results showed that when the intensity of service 
weakness is high, people with an internal locus of control are more inclined 
to switch brands than those with an external locus of control. Also, when 
the severity of service weakness is high, high emotional involvement in 
relationships perceived by the customer reduces his desire to change the 
consumer brand. 
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